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Expected Negative 

Outcomes 
 

• Increased patient and employee fear 

• Reduced patient volumes 

• Employee/Leadership/Physician retention 

• Damaged institution reputation 

• Organizational disintegration 

• Litigation 

 

 



Philosophy 

• Honest 

• Transparent 

• Support our employees 

• Support our community 



Immediate Actions 
 

• Advance information to employees and 

media ASAP – complete transparency 

• Let non-essential employees leave 

• Notify the families of the victims and 

prepare resources for them 

• Reopen hospital immediately 

• Accessed large team of (Red Cross 

trained) counselors and chaplains 

 

 



Crisis Debriefing 

• Where they were 

• What worked 

• What did not 

 

 

• Informal contacts 

Directly 
involved  

Witness 

Present 



Initial finding 

• Calls to patient rooms 

• Fire alarm issues 

• Learned about relationships 



Intermediate Actions 

• Made immediate repairs to the facility 

• Ask directors to account for all 

employees 

• Brought in experts 

–Trusted investigator 

–Consultant/Employee perceptions 

–Public Relations 

–Counselors/Psychologists 

 

 



Grieving Rituals 

 

• Blessing of space 

• Gathering area 

• Funerals 

• Looked to ourselves 

 

 



Staff Education 

• Counselor support 

• Issues with re-trauma   

• Information changing 

• Overall education still important  
 

 

 



Contract counselors 

• Encourage participation  

• CEO participation 

• Leaders encouraged 

– Initially varied interest  

• No notes/no charge  

• Radio messages 

– Staff, patients, visitors 

• HR/Admissions calls  

 



Counselor contacts 
 

• 400+ contacts in 3 months 
– Transitioned off site 

• Interventions 
– Normalize reactions 

– Restore decision making 

– Address high risk behavior 

– Trauma coping 

– Healthy coping 

– Magical thinking/survivor guilt  

– Handouts  

 

 



Long-Term Actions 
 

• Maintained communication with the 

victim and families of the victim 

• Focused on resiliency – Share 

continued successes as the 

organization heals 

• Maintained transparent 

communication from the inside out 

• Open to employee ideas 

 

 

 



Trauma Training 
 

• Free Ces 

• Paid for by donation from the CPH 

Health Foundation 

• Attended by counselors, nurses, 

physicians, administration 

• Transition to use of EAP 

 

 

 

 



Security Actions Taken 
 

• Increased Security Staffing – 

unarmed 

• Continued movement from Key to 

Badge Access 

• Video Monitoring improved 

• Security Consultant 

• Fire alarm maintenance 

• Noise and visibility issues  

 

 



Dealing with Bullies 
 

• Poor behavior of few 
– Political and social venues  

• Support HR in employee interactions 

• Bullying consultant with staff 

champions 

• Strategies to address low performers  

• Prevention, Prevention, Prevention – 

it is worth it! 

 

 



Memorial 
 

• Anniversary gathering 

• Healing garden 

 

 

 

 

 



Calculating Costs 
 

• Loss of life 

• Loss of productivity 

• Direct damages 

• Consultants  

• Insurances 

• Employee support 

• ……….. 

 

 

 



Outcomes 
 

• No resignations as a result of 

shooting  

• Limited sick leave 

• One brief stress reaction claim 

• No PTSD claims  

• No litigation   

 

 

 



Outcomes  
 

• Strong organization! 

• Recognized as a top performing 

hospital 

• Patient satisfaction above 80% 

percentile 

• Staff satisfaction high 

• Physician engagement improved 

 

 

 



Questions to Ask 

• Once a crises occurs, everything moves 

quickly; thus, are you prepared to: 

 

Speak to employees or their families, and 

other key stakeholders? 

 

Methods of communication and order? 

 

 



Questions to Ask 

 

Am I prepared to: 

 

Listen to advisers? 

Make tough decisions? 

Ask for help? 



Questions to Ask 

• How will I recognize and reward the 

heroes , and those who supported the 

organization during the crises 

 


